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The Mobile Money Operational Assessment is designed in Excel 

for mobile money providers to: 

 Provide a quick assessment of their mobile money operation

 Identify foundational barriers to growth

 Provide practical insights into how to overcome these 

foundational barriers 

This Assessment will take about one day to complete, and it is 

advised that multiple members of a mobile money team 

contribute as specific knowledge and expertise will be required. 
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Objectives of the Assessment



This version of the Assessment covers the basics of a mobile money 

operation, including:

 Quantitative assessment of key operational metrics

 Qualitative assessment of :

 Distribution network

 Organisational structure and operational set up 

 Marketing strategy

Out of scope for this version:

 Regulatory environment 

 Competitive environment 

 Other advanced capabilities (interoperability, ecosystem, apps, etc.)
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Scope of the Assessment
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Overview of Assessment



The Input Data worksheet is for 

providers to fill in with their 

operational data, including; 

• Customer data

• Agents and distribution 

network data

• Product data

Customer data from the past 18 

months is preferred for more 

accurate growth rate within the 

Operational Dashboard. 

Assessment: Input data
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The Operational Assessment contains three 

questionnaires covering: 

 Distribution 

 Organisational and operational structure

 Marketing 

 The questions have binary responses, with 

“YES”, “NO” or “N/A” as options

 Recommendations will be provided if your 

response is not in line with global best practice

 Each response is given a score, which are tallied 

in the Operation Health Dashboard

 Additional sources and resources are provided at 

the bottom of each questionnaire for further 

insights on overcoming barriers

Assessment: Questionnaires
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The Distribution Assessment 

covers the following topics:

• Agent network 

• Agent selection

• Agent training

• Agent monitoring

• Agent liquidity 

• Agent incentives

It is advised that multiple members 

of a mobile money team contribute 

to filling out this questionnaire, as 

specific expertise and knowledge 

of distribution is needed.

Assessment: Distribution
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When the questionnaire is 

completed, scores are tallied in the 

Operational Health Dashboard



The Organisational and Operational 

Structure covers the following:

 Organisational structure

 Operations

 Call Centre

It is advised that multiple members 

of a mobile money team contribute 

to filling out this questionnaire, as 

specific expertise and knowledge of 

organisational structure and 

operations is needed.
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Assessment: Organisational and operational 

structure

When the questionnaire is 

completed, scores are tallied in the 

Operational Dashboard



The marketing assessment 

covers the following;

 Marketing strategy 

 Marketing monitoring

It is advised that multiple 

members of a mobile money team 

contribute to filling out this 

questionnaire, as specific 

expertise and knowledge of 

marketing strategy is needed.

Assessment: Marketing strategy
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When the questionnaire is completed, scores 

are tallied in the Operational Dashboard



After completing the assessments, the 

Operational Health Dashboard will 

provide a performance overview of 

your mobile money operations

The dashboard will provide insights on:

– Overall operational health

– Agent network operational 

health

– Customer activity operational 

health

Operational Dashboard
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We hope you fine this Assessment useful

To get in touch with us please email us on MMU@GSMA.com 

Please get in touch


